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CROSSWORD 
7 
Most of the crossword puzzle ques­
tions come from BCBSF's intranet. 
Look for the answers in an upcoming 
issue of Quick Connections. 
10 
A C R O S S  
8 
5. ____ is the process of pairing employees with 
seasoned professionals in their fields who counsel, guide 
and coach for personal and professional development. 
6. ________ consists of the company's position 
with respect to any issue and related laws, bills, 
regulations or governmental proposals that affect the 
BCBSF family of companies, our members and the 
health insurance market. 
7. Employment or payroll information can be verified 
quickly and easily through the ____ _ 
___________ _, an automated system 
you can access 24 hours a day, seven days a week, by 
telephone and provides information in minutes. 
8. BCBSF's Employee Assistance Program provider is 
9. In order to be successful in the complex and 
turbulent health care environment, we need to 
accept ___ intelligently. 
10. _____________ is committed 
to enhancing the quality of life in our communities 
using our strength, experience and commitment. 
■ ■ 
D OWN 
1. When an employee 
performs normal job 
duties and responsibili­
ties from a combination 
of locations, but the 
employee does not have 
a designated work site 
at BCBSF, it is called 
2. The ____________ helps attract, 
retain and motivate employees by providing additional, 
performance-based earnings opportunities for 
employees not participating in other company 
incentive plans. 
3. The Safety and Security Department at BCBSF 
is committed to providing quality ____ to all 
employees. Their primary goal is that employees 
enjoy a safe and secure work environment. 
4. One of BCBSF's most effective recruiting tools 
is the ____ ________ . 
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I wanted to write a letter 
to let you know the 
crossword puzzle is 
a great addition to Perspectives. After reading 
the articles and learning 
more about what is going 
on with the company, the 
last page is like a sum­
marization of what I've 
read and know about 
BCBSF. It is a challenge for me to figure out the answers, 
and there is a sense of fulfillment in being knowledgeable 
about company issues/happenings. It is always nice to be 
on top of everything! (I guess I'm really just a nosey person 
in a good way.) Thanks for all the hard work you are doing 
and keep up the good work! 
> Rogena Granert 
SAO Quality Auditor 
I just wanted to send 
my appreciation and 
thanks to Blue Views for 
the "Finding Happiness 
on the Job" issue of Perspectives. That was 
a very touching and 
positive article about 
Mary Bell's career. It is 
very encouraging to see 
that someone has been 
with BCBSF for 35 years. That article will touch a lot of 
employees. The article described her commitment to BCBSF 
and her professionalism. These are two important qualities to 
have to gain success within our company. The entire article 
was very positive. I would like to commend the entire Perspectives staff for this article and the many more articles 
to come. Again, "thank you!" 
> Daphne Raulerson 
Major Accounts PPO Claims 
ou Know? 
It was exciting to read about 
the excellent work going on 
in the Diversified Business 
sector from your Fall 2003 issue 
of Perspectives. I particularly 
enjoyed learning about 
Diversified's new business 
strategy and organizational 
structure. Having worked in 
Corporate Sales & Marketing, 
I know that we can broaden 
our customer base and improve retention by leveraging our 
cross-selling opportunities. New products, strategic alliances 
and distribution channels will definitely make BCBSF the 
preferred carrier of choice and easier to do business with. 
Congratulations to all those involved. 
> Stephen K. Tonguis 
New Market Development Manager, 
Corporate Marketing 
> Rosemary Lewis 
Service Associate, 
JIT Training Unit 
I felt the Perspectives Fall 
issue was professionally done 
-as they all are. I enjoyed 
reading about Mary J. Bell 
and, congratulations on her 
long tenure with a super 
company! 
SEND US YOUR POINT OF VIEW. 
You can submit your letter to the editor by 
sending an email to BlueViews. 
HISTORICAL MILESTONES TO COMMEMORATE BCBSF'S 60TH ANNIVERSARV-1944-2004 
1944-The Florida Hospital Service Corporation was formed. 
1946--The Florida Medical Services Corporation was formed. 
1951-Blue Cross of Florida and Blue Shield of Florida began 
operations when the Florida Hospital Service Corporation 
became Blue Cross of Florida and the Florida Medical Services 
Corporation became Blue Shield of Florida. 
1960-Blue Cross of Florida and Blue Shield of Florida began 
administering the Federal Employee Health Benefits Program. 
1965-Blue Cross of Florida and Blue Shield of Florida incorpo­
rated Florida Combined Insurance Agency, Inc. (doing business 
as Integrated Administrators), a licensed third party administra­
tor that manages Administrative Services Only {ASO) workers' 
compensation, dental, disability and pre-tax spending plans. 
1966- Blue Cross of Florida and Blue Shield of Florida became 
the primary administrator of the Medicare program in Florida. 
1980-The Blue Cross of Florida and Blue Shield of Florida 
organizations consolidated into one corporation, Blue Cross and 
Blue Shield of Florida (BCBSF), to eliminate duplicate operations 
and established a consumer majority on its board of directors. 
continued on page 4 
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Tossing a football. Listening to a child's concerns 
about her brother. Making Halloween flashlights. 
Spelling and math drills. A hug and a smile. 
Doesn't sound like your typical day at Blue Cross 
and Blue Shield of Florida (BCBSF) does it? This 
is how the day begins for several of your colleagues 
who are mentoring students at Garden City 
Elementary School in Jacksonville. Through these 
mentoring activities, young children learn how to be successful 
students, that are respected individuals and that someone cares 
about their future. 
Jill Gleeson, group vice president of the Individual Consumer 
Business Unit, began mentoring Garden City's Learning 
Leader Betsy Wierda (who we used to call the principal) 
in April 2002. Gleeson represents BCBSF as part of our 
corporate sponsorship of the Partnership to Advance 
School Success (PASS) program, an initiative of the 
Alliance for World Class Education that supports 
challenged elementary schools. As a business partner, 
BCBSF provides corporate funding and a business 
mentor to the school. 
"When Betsy and I began meeting last April, we 
identified three priorities for Garden City: student 
achievement, a positive learning environment 
for students, and teachers and staff profes­
sionalism," says Gleeson. "Garden City 
was rated a 'D' school in 2002. Through the hard 
work, dedication and commitment of Betsy and her 
teachers, I am very proud to say that Garden City was rated 
a 'B' school in 2003." Gleeson meets with Wierda periodically 
to discuss decisions and challenges facing the school, including human 
resource and issue management concerns. They also est�blished 
objectives for the school that support Garden City's mission. 
BCBSF mentor Chiquita Bryant and her fourth 
grade mentee Ciara Armstrong 
1981-BCBSF became affiliated with Capital Health Plan, a staff 
model HMO in Tallahassee, delivering health services in five 
counties. 
1982-BCBSF changed its legal classification from a hospital and 
medical surgical service plan to a mutual insurance company. 
1984-BCBSF adopted a policy of no hospital administrators 
and limited physician participation on the board of directors 
to enable the company to enter into arms-length contract 
negotiations with selected providers. 
1984-BCBSF incorporated Health Options, Inc., as a for-profit 
subsidiary. 
4 perspectives J WJ 1TER 2004 
1986-BCBSF's federal income tax exemption was removed. 
1988-BCBSF incorporated Florida Combined Life Insurance 
Company, Inc., (FCL) as a wholly owned life insurance subsidiary. 
FCL is licensed to conduct business in Florida, Georgia, South 
Carolina and Alabama. 
1997-BCBSF incorporated Comp Options Insurance Company 
as a wholly owned workers' compensation subsidiary. 
1998-BCBSF filed articles of incorporation for First Coast 
Service Options, Inc., (FCSO) as a wholly-owned, third-party 
administrator of government programs business. FCSO maintains 
offices in Florida and Connecticut. 
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''The mentors are 
IMPROVING THE LIVES 
or our students. 
� 
"The mission of Garden City is: We will not rest until all 
students reach or exceed national performance standards in 
all academic areas," says Wierda. "PASS and the mentoring 
provided to our students are helping us achieve that mission." 
Wierda shared that the coaching and mentoring she receives 
from Gleeson help her provide the strong leadership and 
direction required to lead a challenged school. "In modeling 
professional and leadership skills required for corporate 
America, Jill has helped me to be a stronger leader and 
'executive' for Garden City," says Wierda. 
Kimberly Hughes, a fourth grade teacher at Garden City, 
presented to Wierda and Gleeson her vision for a mentoring 
program. Inspired by Hughes, Gleeson contacted Blue 
Community Champions and, working together with Wierda 
and Big Brothers Big Sisters, a school-based mentoring 
program for fourth and fifth grade students was launched 
in September 2003. 
Mentors and mentees have been meeting for a few months, 
and the teachers are amazed at the positive results. "I am 
so amazed by the change we've seen in the students in 
such a short time. The students are more confident, are 
growing socially and academically and their personalities 
are shining through," says Hughes. The school also has 
been impressed by the commitment and enthusiasm of the 
BCBSF mentors. ''You [BCBSF] are truly making a difference 
in the lives of our students," says Wierda. 
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The BCBSF mentors are from diverse areas of the Enterprise 
-but they all have a heart for helping a child. Many are sur­
prised by how meaningful the experience has been for them. 
"Ciara is a very bright and loving child who enjoys sharing 
with me her hopes and dreams for the future," says Chiquita 
Bryant, Corporate Payables accountanL III. "I always look 
forward to the times we meet. Our biggest challenge is 
figuring out how much fun we can have in an hour." 
"Chadwick is the third of five children and loves football 
and jazz music," says Brenda Smith, product manager, 
Product/Services Delivery. "Each time I visit, I leave with a 
good feeling that I am having an opportunity to affect 
another life just by investing one hour a week." 
Gleeson also is mentoring a student at Garden City. 
"Michael is an upbeat, positive and very happy kid in 
spite of the challenges in his life," says Gleeson. "It is the 
little things that make a big difference-offering him time, 
one-on-one and just listening." 
"The mentors are improving the lives of our students," 
says Hughes. "The students' enthusiasm and expectancy 
before seeing their mentors is incredible." Hughes also says 
there are many more students who need the one-on-one 
relationship with a mentor. 
Mentoring is one way we live our Missi.on of "malting a con­
structive contribution to the well-being of our customers and 
all };l.oridians." Well-being goes beyond health care-it includes 
all aspects of one's life. At BCBSF, we are honored to have the 
opporLunity to be a part of developing the leaders of tomorrow. 
Won't you consider the opportunity to make a difference? � 
Far Left: BCBSF's Jill Gleeson, group vice president of the Individual 
Consumer Business Unit, and Garden City's Learning Leader Betsy 
Wierda meet regularly to address student achievement. 
Left: Kayla Morgan (bottom left) is participating in an innovative mentor­
ing relationship. She shares two BCBSF mentors, Bev Northey (shown 
left) and Ashley Allen (not pictured). Kayla's teacher, mom and sister 
round out the team helping Morgan have a successful year. 
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BCBSF employees are 
helping make a difference 
by mentoring students at 
Garden. City Elementary. 
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1998-BCBSF's subsidiary, Health Options, acquired Principal 
Health Care of Florida and began managing the business on 
Jan. 1, 1999. 
choices, care and service to better meet individual personal 
needs and consumer directed health plans). 
2000-BCBSF established Navigy as wholly owned subsidiary 
to pursue E-business opportunities. 
2001-BCBSF incorporated The Blue Foundation for a Healthy 
Florida, Inc. as a charitable non-profit organization to promote 
better health in the state of Florida. 
2002-Empower is launched. Empower is how BCBSF develops 
new products, services and capabilities that help us provide 
Floridians with affordable health care choices (e.g. expanded 
BCBSF incorporated lncepture as a wholly owned, for-profit 
subsidiary to assist organizations primarily in the health industry 
to manage and improve their business processes. 
2003-BCBSF formed a joint venture with Arkansas Blue Cross 
and Blue Shield, called Novitas, LLC, for Blue alliance capability 
sharing and development and leveraging of Plan assets. 
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AT TH E CO R E  O F  O U R  STRATEG IC D I RECT I O N  I S  O U R  E NT E R P R I S E  M I S S I O N  
A N D  V I S IO N . IT  I S  O U R  M IS S I O N  THAT ESTABL I S H ES O U R  U N IQU E R O L E  
I N  ADVANCI N G  TH E H EALTH A N D  WE LL- B E I N G O F  F LO R I D I AN S .  A s  O U R  
V I S I O N  STATES,  W E  ARE A CO M PANY FOC U S E D  PR I MAR I LY O N  TH E H EALTH 
I N D U STRY, D E L IVE R I N G VAL U E TH RO U G H  AN ARRAY O F  C H O I CE S .  
In developing an Enterprise plan for 2004 
that advances our strategic direction, several 
factors were considered: the challenges and 
opportunities we and our industry face, the 
need to improve customer value and the 
need to strengthen our overall competitive 
position. In addition, fou r  areas for continu­
ing improvement were identified as critical 
to our long-term success: market position, 
financial strength, new capabilities and the 
human organization. 
Our 2004 plan strikes a balance between 
capability development and operational 
per formance that positions us for profitable 
growth in the future. Priorities and goals 
for the Enterprise and the business sectors 
follow. 
ENTERPRISE 
We plan to strengthen our market position 
in 2004 by improving customer service and 
satisfaction, stabilizing physician and hospital 
relationships, maintaining broad provider 
network access, growing market share, 
offering a broader array of affordable 
choices and strengthening our financial 
performance. Our Enterprise goal is to serve 
more than seven million customers in 2004. 
Accomplishing the financial goals in our 
2004 plan will add to our financial strength. 
Our plan calls for $208 million in consolidated 
net income for the Enterprise. This will 
improve our capital adequacy and financial 
flexibility. It also will help us m aintain our 
favorable external ratings and our strong 
Blue Cross and Blue Shield Association 
risk-based capital score. 
6 perspectives I " ll\lTCH 2004 
This year we will build capabi lities that both 
directly touch the customer and improve 
the processes through which we serve our 
customers. Our 2004 plan calls for improving 
cw·rent service capabilities and expanding 
self-service, based on understanding our 
customers' priorities. It includes developing 
enhanced capabilities 
employee development to bu ild the skills 
required in the future. 
HEALTH BUSINESS 
To maintain our market leadership position , 
we wi ll i ncrease mark.el share by retaining 
existing business and continuing to grow 
enrollment, particularly 
for providing high-
quality information 
that our customers can 
use to achieve their 
OUR EMPHASIS IN 2004 IS TO DEVELOP 
FUTURE CAPABILITIES AND INCREASE 
ORGANIZATIONAL EFFECTIVENESS. 
in the national and 
individual consumer 
markets. Expanding 
___________________ __. our product portfolio 
health goals. We also will continue imple­
menting a common administrative platform, 
which will improve service by streaml ining 
processes, reducing costs and providing a 
simpl ified way of serving our customers. 
Building on progress made in 2003, we 
will continue to implement continuous 
improvement using Six Sigma. This year we 
will apply Six Sigma to selected business 
processes, with s igni ficant progress planned 
for the sales, enrollment and claims processes. 
This will support our move to a common 
administrative platform. 
As we develop capabilities for the future, 
we will emphasize strengthening the human 
organization. This requires aligning our 
leadership, people, processes and structure 
to respond to a complex and ever-changing 
environment. \/Ve will strengthen communi­
cations competencies to improve the flow 
of information throughout the organization 
and to more effectively engage employees in 
discussion. This will help us gain organizational 
understanding of Enterprise and sector 
priorities and align thinking around how to 
accomplish them.  We also will emphasize 
will help us further grow in the local group 
market. Our goal is to increase total enroll­
ment by 1 70,000 members and achieve an 
88 percent customer retention rate. 
Our plan calls for introducing BlueOptions­
our next-generation product portfolio 
launched in 2003-to additional major geo­
graphic markets and expanding offerings to 
the individual consumer under 65 segment. 
In addition, we will introduce new, lower 
cost BlueOptions products to large and small 
group customer segments to provide more 
affordable health care choices. 
Through new business development and 
alliance management (formerly e-Business), 
we will continue our progress in preparing for 
the health industry of the future, developing 
business arrangements that position the 
Enterprise for success and using new capabili­
ties to develop strategic business opportunities. 
We will build on the last two years' positive 
trends in customer satisfaction by strengthening 
our understanding of customers and meeting 
their expectations with improved products 
and services that simplify service and elim i -
nate top dissatisfiers. Enhancements planned 
for 2004 will improve the choices our cus­
tomers have i n  how they do business with us. 
New capabilities will simplify how we serve 
customers, improve accuracy, reduce adminis­
trative cost and support BlueOptions and 
informed consumer decision-making. 
Health Business p lans to contribute to 
Enterprise financial strength by generating 
net income of $207 million in 2004. Improving 
our cost structure continues to be a significanl 
focus. We plan to manage our day-to-day 
operating costs through improved effective­
ness supported by process improvemenls and 
other actions to control administrative costs. 
Delivery system strategy implementation will 
focus on improving physician and insti tution 
relationships, ensuring that our customers 
have access to high-quality, cost-effective 
health care. Our plan also calls for expandi n g  
N etworkBlue-the high performing network 
that supports our BlueOptions product line­
into all major markets in 2004. Medical cost 
management efforts crossing multiple 
dimensions will include product and benefit 
design, contracting, pay for performance, care 
management, claims payment, pharmacy 
management and fraud and abuse. 
Highmark to support national business 
growth in 2004. At the same time, we will 
begin to develop longer-term capabil ities 
for national business in 2005. 
We plan to achieve top plan performance 
as measured by the Federal Employee 
Program (FEP) and the Blue Cross Blue 
Shield Association .and continue building and 
enhancing BlueExchange capabilities to 
share eligibility, benefits and preauthorization 
information among Blue plans. 
From an organizational effectiveness stand­
point, Health Business will continue to focus 
on developing a high-performing organization 
and achi eving substantial progress in moving 
to a common administrative platform, including 
improvements to business processes, data 
sources and tools. We also will continue to 
enhance our alliance management capabilities 
to foster collaboration and synergy among 
Blue plans and desired business partners and 
accelerate business development and capital 
preservation (by sharing the cost of research 
and development). 
DIVERSIFIED BUSINESS 
Major areas of focus for Diversified Business 
are on developing capabilities to expand 
product choices; increasing organization effec­
During 2004, we will 
demonstrate strong 
performance jn our 
nalional business to 
strengthen our posi-
BLUE CROSS AND BLUE SHIELD OF FLORIDA 
HAS A UNIQUE ROLE IN ADVANCING 
THE HEALTH AND WELL­
BEING OF FLORIDA'S CITIZENS. 
tiveness to improve 
product development, 
distribution and cus-
tomer service capabili­
ties; and improving 
lion and i nfluence in 
the Blue system. To grow FJorida-based 
national business, our plan calls for strength­
ening our capabilities to serve groups with 
employees in multiple states. We wi l l  continue 
to leverage our relationships with Blue Cross 
and Blue Shield of South Carolina and 
customer loyalty. In 
addiHon, the sector wil l  continue to strengthen 
its business research, business development 
and alliance management capabilities. 
Revenue growth is planned for all Diversified 
product lines in 2004, with the most signifi-
RELATIONS, POLITICAL INFLUENCE AND 
COMMUNITY INVOLVEMENT, WE CONSISTENTLY 
ATTEMPT TO MAKE A CONSTRUCTIVE 
CONTRIBUTION TO THE WELL-BEING OF OUR 
CUSTOMERS AND ALL FLORIDIANS. 
A FINANCIALLY STRONG, INDEPENDENT, 
POLICYHOLDER-OWNED PARENT COMPANY 
IS MOST CONDUCIVE TO PURSUING OUR 
COMMUNITY-DRIVEN, CUSTOMER-FOCUSED 
MISSION. THIS ALLOWS US THE FLEXIBILITY 
TO USE VARIOUS STRUCTURES, AS APPRO­
PRIATE, FOR ENTITIES UNDER THE PARENT. 
OUR VISION 
A COMPANY FOCUSED PRIMARILY ON 
THE HEALTH INDUSTRY, DELIVERING VALUE 
THROUGH AN ARRAY OF CHOICES. 
cant growth occurring for the dental and 
workers' compensation products. Total sector 
revenue is planned to increase by 1 6  percent. 
GOVERNMENT BUSINESS 
As Government Business executes its 
strategies, 2004 priorities include: working 
to maintain or expand its role in Medicare 
admin istration, increasing its role in Medicare 
anti-fraud work, expanding its existing lines 
of commercial business ( contract staffing and 
technical training), achieving strong customer 
service results, improving organizational 
effectiveness and increasing organization 
efficiency on a uni t  cost basis. Total revenue 
in Government Business is planned to 
increase in 2004 by 3 percent. 
SUMMARY 
Our emphasis in 2004 is to develop future 
capabilities and increase organizational 
e ffectiveness. At the same time, we also 
must continue to improve operational results. 
Thi s  balance ensures our continuing success, 
positions us for profitable growth in the future 
and strengthens our leadership position in the 
Florida health industry. As usual, we wil l  
continue to monitor the environment and 
make adjustments to the plan as necessary. � 
-- -
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Ela n a  Schrader, M. D .  
If you've heard "Continuous 
Improvement (Cl) and Six Sigma" 
echoed in meetings and hallways 
lately-but feel like you're in the 
dark-keep reading. Perspectives 
recently interviewed Continuous 
Improvement Deployment Leader Elana Schrader, 
M.D. to explain the basics of CI and Six Sigma­
why we've adopted it and what it means for 
employees and the company. 
"This is unlike anything we've done before, " says 
Schrader. "We're embarking on an exciting, new 
way of doing business that will help us better 
identify and resolve problems. Ultimately, it will 
help us improve processes affecting our members 
and their perceptions of doing business with us. " 
8 perspectives I WI NTER 2004 
Perspectives: Lets start with the name-why is it called Six Sigma? 
SCI IR A DER: Six Sigma is a statistical term. IL actually equates to 3.4 defects, 
or fa ilures, per one million opportunitjes. Today, most organizations 
operate around three sigma, or 67,000 defects, per million opportunities. 
We don' t want to fall into that category. Anytime we fail to meet the 
customer's expectations-like by call wait times or late payments-that's 
defined as a defect. 
Perspectives: The name sounds like a secret sorority. What is it and 
where did it originate? 
ScnRADER: No secret handshakes are necessary! Actually, Sjx Sigma 
is a disciplined and data-driven methodology used for continuous 
improvement. It's a systematic approach that will help us reduce cycle 
Lime and remove defects in our processes. In fact, Six Sigma was 
created in the 1 980s by Motorola to achieve the goal of a hundredfold 
improvement in quali ty. Since then, many other successful companies, 
such as General Electric, Joh n Deere, Honeywell, DuPont and Johnson 
& Johnson, have adopted it and achieved great results. 
Perspectives: Why do we need Six Sigma? 
SCHRADER: It's really q uite simple. Effective and efficient processes 
are critical to any company's success, and glitches in these processes 
. can cause customers to go elsewhere. Six Sigma is a proven approach 
to improving processes. Through our work, we'll improve customer 
satisfaction, physician and provider relations, employee satisfaction and 
affordability. Those are really the main goals of Six Sigma at Blue Cross 
and Blue Shield of Florida (BCBSF). 
Perspectives: Why did the 
company select Six Sigma? 
ScnRA DER: We looked at a number 
of C I  approaches and decided 
A s  part of the in itializa tion process,  
s e ve n  tea m s  met to crea te  g uide ­
lin es  for Six Sigma deploym e n t  
a n d  to de velop t h e  eHandbook .  
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"SLl: Sigma good" is astounding. Tak,� a · took a l  these eve1:rda;y e.nunples. 
S i x S i g m a  
9 9  P E H C E N T  G o o n 99 .99966 P E HC EN T s,x S I G M A  Goo n  
P:@IIIIll@Efftt:1t4Jlll•eEiil-Mi•M•i ________ Seven articles lost per hour 
llj1@1mtmiai,t.lMIG'IMIO,,t.hl?i,,ii,iiii4i-Mi•M' --------- One unsafe minute every seven months 
f:IIIII• l•t❖iiiMl1•ii•itmil•)-Miiiit•)•ti-MIWM1 _________ 1 .7 incorrect surgical operations per week 
Two short or long landings at most major airports per day _ _.____ One short or long landing every five years 
200,000 wrong drug prescriptions per year 
No electricity for almost seven hours per month 
that t his one wou ld give us  the best resu l ts. We've never been this data 
driven before, and data reaJly is the key to making Six Sigma successful. 
It transfers our processes into data and then allows us to identify the 
weak points and fix them. The fact that this approach is data driven, 
and not activity driven, is what really sets it apart. 
Perspectives: Where will we first see improvements? 
SCHRADER: Right now, we have 10 projects under way in two critical 
processes: Prospect To Enrolled and Claims Process Optimization. 
We selected these two processes first because they have such a direct 
impact on our members, physicians and providers. 
Perspectives: What has been done to prepare for Six Sigma? 
SCHRADER: A number of things. In addition to setting up governance, 
communications and training, we recently went through what's 
called the "initialization process." Initialization was a series of intense 
workshops where seven core teams created guidelines for deployment. 
Employees from many areas of the company, including key members 
of our leadership team, met to create a Six Sigma eHandbook, which 
contains everything from a glossary of terms, to guidelines, to project 
tracking tools. The eHandbook intranet site is up and running and is 
located on the BCBSF homepage. 
We've also started the first wave of Black Belt traini ng. There are currently 
five black belts who will graduate in February 2004. The next class of 
1 5  to 20 has already begun training. The goal is to have approximately 
1 percent of our employees trained as Black Belts by the end of 2005. 
Perspectives: What exactly is a Black Belt? Do you need to be an athlete? 
SCHRADER: You've got to have a really good karate kick-just kidding! 
Black Belts are the driving force behind Six Sigma. To become a Black 
Belt, you attend a five-week training program, which follows the five-phase 
68 wrong prescriptions per year 
One hour without electricity every 34 years 
,_, ... - ll\ .. � ., 
p 
John Kaegi,  gro up vice p re side n t  o f  
Corp o ra te Marke tin g & S a / e s ,  a n d  
Joyce Kra mzer, group vice p re side n t  
o f  the North G e ographic B u siness 
Unit, were two pa rticip a n ts a t  th e Six  
Sigma initializa tion workshop .  
Define, Measure, Analyze, 
Improve and Control (DMAIC) 
model. The training is scheduled 
in one-week sessions, with three to four weeks between sessions. That 
way, trainees can apply their knowledge to a project. 
Perspectives: What is expected of a Black Belt once fully trained? 
SCHRADER: A Black Belt will work four to six projects a year, except 
during the first year in which they'll work fewer projects. 
Perspectives: Are there other degrees of training? 
SCHRADER: Yes, we'll also train people to become Green and Yellow Belts. 
These are less intense levels and require less time in training, than a 
Black Belt. But nevertheless, it provides training so that eventually, all 
employees will have at least overview training and will have some Six 
Sigma knowledge and the capability to apply it to real work. 
Perspectives: How can employees learn more about Six Sigma? 
SCHRADER: A good first step would be to review the online eHandbook. 
Employees also will have the opportunity to complete computer-based 
training through the "Six Sigma Overview" eLearning module. Those 
who are interested in learning more may request access to the eYellow 
Belt modules. 
It's really important that we all become familiar with Six Sigma. 
We want it to become part of our "DNA," or our culture. We want 
to celebrate every single milestone, big and small, but we'll really 
be able to declare success when Six Sigma becomes the way we 
conduct our business every day. � 
The Six Sigma eHandbook is available on the homepage of BCBSF's Intranet. 
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DE L IVE R I N G  O N  O U R  H EALTH B U S I N ESS V I S I O N  
O F  AFF O R DA B LE H EALTH CAR E  C H O I CE S  
B h,e Cross and Blue Shield of Florida i s  t he industry leader i n  provid ing 
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The vision for Health Business is clear: Provide affordable choices for our customers to achieve 
their heal th goals. Affordability is defined from our customers' perspective and incJudes both 
premiums and out-of-pocket expenses. Product choice is a critica l component of the vision and 
includes our customers' choice of bene fits, networks, programs and service. We recognize our 
customers have different health goals, depending upon their stage in life, their health and their 
persona l preferences. 
Delivering on the vision requires sound strategy. "Our strategy in the Health Business sector is to 
leverage our Flor ida focus and local presence to differentiate o ur company in terms of marketing, 
del ivery system and service," says Hul l .  
''We are working to acquire a deeper understanding o f  our customers' va l ues, needs, wants and 
attitudes toward health," says John Kaegi, group vice president for Health Business Marketing. 
"We're l istening carefull y  to our targeted customers so we can understand  what drives loya l ly 
and satisfaction ." 
Heal th Business is also expanding customer choice through our next generation product portfolio, 
Bl ueOptions, which was l aunched in 2003. B l ueOptions  health plans provide more choice, control 
and convenience to our members; help employers and consumers manage heal th care costs; and 
simplify administrative work for physicians and providers. 
To execute this strategy, Hea lth Business is working to build mutua l tru st and  con fidence with 
all components of the del ivery system. This ·will hel p  ensure that our customers have access to 
high-quality, cost-effective health care. 
One strategy element is relationship management, which uses personal contact, issue resolution, 
:rp.edical _and specialty society relati onships, education a nd communication. "We are returning 
Lo our roots and finding common ground with physicians," says Dr. Robert Forster, chief medical 
officer and vice president of Health Care Services. 
A nother strategy element is to provide higher quality services to health care professionals 
and institutions. We are doing this by reducing administrative complexity, improving claims 
processing, and using technol ogy such as automated self-service. 
"For the last two years, our customer satisfaction levels have been climbing," says Darnell Smith, 
group vice president of the Health Business Service Organization. "We intend Lo continue this 
positive trend by better understanding our customers' priorities and meeting their expectations 
with our products and our service." 
We are improvin g  the choices our customers have in how they do business with us and taking the 
hassle out of their service experience. The service model we developed for B lueOptions offers our 
customers web enrollment, access to important health information and customer decision-making 
support. In addition, we are developing the capability for customer advocates to address member 
concerns in one phone call. This member-centered approach to Jmilding customer loyalty is the 
basis for our future growth . 
The Health Business strategy is built on the foundation of the Enterprise Mission ,  our values and 
strategic direction. It defines the direction of the Health Business sector during the next three to 
five years and clearly states that to beat the competition, we m ust excel in the areas of marketing, 
delivery system and service. 
''We have the right strategies, our employees are dedicated , and our brand strength is second to 
none," says Stam .  ''We have what it takes to succeed. Now it's time to put it all together and deliver 
on our Vision ." 
M A J O R  M I L E S T O N E S  
"Physician and Provider Relationship Management (PPRM) 
initiatives are managed by a cross-functional team. We 're 
doing more than just improving everyday business practices 
and processes. We are creating a mindset that applies our val­
ues and beliefs to our interactions with health care profession­
als, " says Dr. Robert Forster, chief medical officer and vice pres­
ident of Health Care Services. 
Here a re some mi l estones achieved in 2003: 
• Created the Provider Re lat ions Spec ia l ist ( PAS)  as a s ing le  poi nt 
of accountab i l ity. 
• Developed new, cons istent service sta ndards statewide. 
• Improved a utomation of complex hospita l c l a ims amounti ng to 
$ 1 00,000+ and/or exceeding 15 l i nes to e l im inate unnecessa ry 
c la im den ia ls  and payment errors. 
• Revamped credentia l i ng steps to save time, cutting as many as 60 days. 
• E l i m inated 257 proced u res req u i ri ng  prior a uthorizat ion .  
• La u nched a redes igned on l i ne provider d i rectory, which is user-friend ly 
a nd offers improved search capab i l it ies. Users can do qu ick or assisted 
searches in a variety of ways: by physic ian name,  by geog raph ic a rea 
i nc lud ing a particu lar  zip code and a certa i n  m i l e  rad i us, by category or 
specia lty, etc. Additiona l  enhancements focusi ng on data management 
and  pri nt capabi l ities a re p lan ned for 2004. 
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W I T H  H E A L T H  
"We want to be the health plan of choice for all 
F1oridians- including physicians and providers," 
says Ed Devaney, vice president, Health Care 
Services. "To do so, our customer and physi­
cian knowledge, service and delivery system 
must be superior." 
Health care professionals have been providing 
their feedback to us regarding general busi­
ness processes. As a result, we continually 
strive to increase their satisfaction. 
"Our health business delivery system strategy 
is to create high-quality, stable networks 
combined with effective cost and care manage­
ment programs," Devaney says. "When it 
comes to physician and provider policies, 
procedures and relationships, we must be 
easy to do business with if we are to succeed." 
Building long-term and mutually beneficial 
business relationships with physicians, hospi­
tals and other health care professionals is an 
important part of that strategy. In fact, it has 
become a major organizational imperative. 
The Physician and Provider Relationship 
Management (PPRM) program serves as a 
guide for the delivery system strategy to help 
us "fix the basics" in seven core physician and 
provider business processes, including: 
'2. Claims Processing ,. 
,5. Cdntracting, 
4. Credentialiug 
5. Care Management 
C A R E  P R O F E S S I O N A L S 
"We're tackling a lot of 
tough issues," says 
Joyce Kramzer, group 
vice president, North 
Geographic Business 
Unit. "We can't fix 
everything at once, 
and some things won't 
change immediately 
because of complex 
business and regulato­
ry requirements, but 
numerous initiatives 
are well under way. 
Many of these initia­
tives include the ongo­
ing support of individuals throughout the 
Enterprise. We've achieved several critical 
milestones and continue to implement new 
processes that will positively touch health care 
professionals," concludes Kramzer. 
' ' we want to be the 
They liked the fact there was an opportunity to 
share their observations and concerns. "It's 
good to know," wrote one physician, "there's 
a company out there that's willing to spend the 
time and the money to improve health care." 
Iln ce ffilll 11Iln � Il fill rm @if � Iln@fi � (P; 
for all Floridians.  ' '  
Opening lines of communication 
Many of the changes, such as the new, single 
800 number, are designed to help health 
care professionals cut through the clutter. 
Instead of trying to determine which of 
the almost 100 phone numbers to call for 
information, they now have one number to 
call for most claims, benefits and eligibility 
questions. We will continue to simplify 
access to information and staff. 
The physician advisory panel is a group of 
31 physicians that meet with us to discuss 
and provide input to our strategies and 
business processes. 
, ,, Evaluation 
Physicians are beginning to see the improve­
ments. During the October 2003 Physician 
Advisory Panel, physicians were brought up to 
date on newly implemented or upcoming BCBSF 
programs, including a new servicing model. 
"Much of the groundwork is done," Devaney 
notes. "As we phase in service improvements 
throughout the year, health care professionals 
will begin to see the changes. But it doesn't end 
there. Through Blue Cross and Blue Shield of 
F1orida BlueN ews Seminars, Physician Advisory 
Panel, network managers and other two-way 
communications, we'll listen and respond to 
key issues so we can continuously improve. We 
want to be the health plan of choice." � 
I,, ,r ·u;., 
WLNTEH 2004 J perspectives 1 3  
c o n t i n u e d  f r o m  p a g e  1 
Just out of the Navy, Mike was a young man 
with a wife and two small children when he 
joined Blue Cross and Blue Shield of Florida 
(BCBSF) in 1 968 as a management trainee. It 
was the lowest paying of three job offers, but 
he felt it offered the most opportunity. BCBSF, 
along with many other health insurance com­
panies, was in the midst of implementing the 
Medicare program. 
"I came here [to BCBSF] because I thought 
it was someplace I could stay a number of 
years and grow and learn in terms of job 
responsibilities and managerial maturity," 
said Mike. "Even though it paid less, the 
BCBSF offer looked like the best opportunity." 
Mike never expected to be chairman and chief 
executive officer (CEO) - especially since he 
lost his job three times in the first year. It was 
his unfailing sense of responsibi l i ty and personal 
ethics that kept him on the job. Each time he 
was given a Lwo-week notice, Mike stayed busy 
Joining the company in November  
1 9 6 8  a s  a m a n a g e m e n t  tra inee , Mike 
chose  B C B SF out o f  three job o ffers .  
Cascone  fe lt B CB S F  could o ffer h im 
the most  opp o rtun itie s .  
trying to finish his work. When asked why he 
wasn't out looking for another job, his reply was: 
"One, you're still paying, and tvvo, these projects 
aren't finished." Mike never found another job, 
and he kept on working. 
In fact, Mike worked his way across the 
company and up through the ranks providing 
leadership in nearly every area of the business 
including health services, marketing, corporate 
communications, legal and legislative affairs, 
information systems and operations, private 
business operations, government programs, 
facilities and office services, and finance. "Along 
the way," he says, "the two or three job assign­
ments that probably made the biggest impact on 
my career were ones that I didn't want." 
The first was in the mid-1 970s when he was 
a director in the medical division and the 
company lost the Medicare contract in South 
Florida. He had to move back to Medicare Part 
B. "I was very happy in the medical division, 
getting good results and was not going volun­
tarily back to Medicare," says Mike. "But I was 
told it was, 'either go back to Medicare or 
leave the company.' I went back to Medicare." 
The second unwanted job assignment came 
in the early 1 990s when the company was the 
subject of an investigation by the federal 
government regarding the 1 988 Medicare Part 
B computer system conversion to a GTE Data 
Services computer system. The company needed 
someone familiar with Medicare operations 
to be on point in making sure it was doing 
everything 1 00 percent correctly in responding 
to the investigation. Who better than Mike 
Cascone. However, for Mike, the job held per­
sonal as well as professional risks. I n  dealing 
with government investigations, those on point 
can be held liable, as well as the company, if 
things are not done correctly. 
Looking back, Mike says, "Both of those 
assignments, in terms of the scope of the 
work and the challenges-and even the 
timing-were probably very major in terms 
of my career. Yet both of them were jobs I 
took on reluctantly." 
According to Mike, he didn't get to be chairman 
and CEO without a lot of people helping him 
through the years. "There are so many people 
at BCBSF who have helped me learn, work 
through issues and get through difficult times 
I couldn't possibly name them all ." He also 
says that he recognizes how fortunate he's 
been to have his father as a role model and 
mentor. "Anytime I needed him, he would 
give me his ear and his advice." 
Shortly after Mike was promoted to president 
and CEO, one of our employees, marketing 
analyst Marcia Watson, ran into him while 
shopping at K-Mart. "Naturally," she says, 
"I congratulated him on his recent promotion.  
Mike thanked me for training him when he 
first came to the company as a management 
trainee. Furthermore, he said, 'if it were not 
for you and others like you, I could not have 
made it."' 
"We always need to laugh at ourselves," says 
Mike. "When we take ourselves too seriously, 
ll 
I!! 
' -
those are probably the most humorous times 
of all." There is an incident that involves 
chairs that Mike took pretty seriously. "I was 
work ing in Medicare Part B at the time," says 
Mike. "We had been on a tight budget for a 
long time and hadn't been allowed to buy any 
new furniture. Our people were sitting on 
chairs that were literally falling apart." During 
a two-year period, Mike kept asking for new 
chairs and kept being turned down. Each time 
he brought them up, the chairs were getting to 
be an increasingly touchy subject. 
Orr, a long-time employee who recently retired. 
"He gave me great insight and advice regarding 
my career goals and aspirations." 
Another legacy Mike leaves our company is his 
commitment to community service. Under Mike's 
leadership, the company has steadily strength­
ened its community leadership role in many 
ways. We have increased our level of corporate 
philanthropy, created our �lue Community 
Champions program and established The Blue 
Fo undation for a Healthy Florida. 
"There are so many people at BCBSF who have 
helped me learn, work through issues and get 
through difficu lt times-I couldn't possibly name 
them a l l ." 
When B ill Flaherty came to the company as 
the president and CEO in 1 979, Mike saw a 
new opportunity to get his chairs. Flaherty was 
implementing a new plan and budget process 
that was pretty rigorous. Everyone was having 
a hard time getting budgets approved. When 
it was Mike's turn, Flaherty asked him what 
one thing he would add to his b udget if he 
could. Mike promptly responded, "New chairs 
for my claims examiners." That evoked a 
startled response from the CEO, but Mike 
gol authorization for new chairs. 
With a career at BCBSF that spans more than 
three decades, there have been many special 
experiences and fond memories. However, 
Mike says, "It has been most rewarding to see 
individuals grow, develop and do things they 
never thought they could do." He has a lways 
fe lt that employees are the company's greatest 
asset and says, "to play even a small role in 
an individual's career or development is 
particularly rewarding." 
Employees have appreciated his commitment to 
their growth and development. "Mike served as 
a mentor to me for several years," says Kathy 
From pounding nails to build a Habijax Home 
for Humanity to pounding the pavement for 
United Way of Northeast Florida, Mike has 
encouraged employees to volunteer in the 
community through his personal example. "I 
have fond memories of Mike being in Tampa 
several years ago to help handout bananas and 
apples at the Wellness Classic on a Saturday 
mornin g," says Denise Mineo, a senior network 
consultant. "I thought it was impressive that 
he took the time to volunteer and work with 
Tampa staff at our community event." 
In h is re tire m e n t, Mike Cascone  pla n s  on  
con tinuing to fu lfill h is resp ons ib ilities  a s  
a m e m b e r  o f  th e Jackson ville University 
B o a rd o f  Trustees . 
How is Mike going to ·spend his retirement? 
While Mike -will leave with many happy mem­
ories, he doesn't leave with any qualms. "The 
senior leadership of this organization is very, 
very well-qualified, and the company will not 
miss a beat when I step away," he says. One 
of the things he is proud of having had a role 
in is helping the organization transition from 
"an individual leadership model to a true 
leadership team environment that makes us 
a stronger organization," he concludes. 
So, from BCBSF and all of its employees, thank 
you Mike-for more than 35 years of exemplary 
service, for taking on the tough assignments 
you real ly didn't want, for respecting others 
and valuing us as employees, for getting new 
chairs for Medicare Part B claims examiners, 
for helping us grow and develop into Florida's 
health industry leader, for providing strong, 
principled leadership, but most of all-for 
being Mike. This company owes you and your 
family a debt of gratitude, and we wish you all 
the best in your retirement. � 
Mike plans to continue sup­
porting c h a ri table o rgan i­
z a tions  in h is  retire m e n t . 
Wh ile a t  B C B SF, Mike 
c h a mpio n e d  corporate 
financial support for Habijax 
homes, provided p e rsona l  
fin an cial  s upport fo r a 
h o m e  a n d  worked side -by­
side with  Blue C o m m u n ity 
C h a mpions to he lp b uild 
th e h o m e s . 
In lypical Milwfashion, he�'i got a lol qf iterni, on his retirement 
1genda! many o
f lhem communi(y-uricnted. AJilie plans lo: 
• .Join the Allilmcefor Pr<mwling Not-for-Pr<�/'il I lea/th Care aiu/ 
possihly lobbJ�for them in Washington, /J. C., 011 a ,;olunleer basis; 
• Continue lo .fu(/111 his responsibilities as a member.o.f 
the .Jacksonville Universil.r Board qf 7h1stecs; 
• Serve as a member <d' 11,e Blue Found,i tion .for a 
Healthy Florida Board of Directors; 
• Co�z t inue working to support lhe United ll7ay qf 
Norlheasl. Floridi, cwnpaign; 
• /Jo more with a number qf' charitllble organizations 
such as flabija:r, Guardian of /J�•eams and others; 
• Planl  a vegetable garden and actually tend to it through a 
wlwlc season; 
.. 
• Take some gn(f Lessom and 1t:y lo play go(!;· 
• 7hwel a11d sightsee in some of the places he's been as well as 
some new places; 
• Oo more i,·onsi:, ten t  physical e.1:ercise; and 
• Most important <�f all, spend more time wilh his family. 
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CROSSWORD 
7 
Most of the crossword puzzle ques­
tions come from BCBSF's intranet. 
Look for the answers in an upcoming 
issue of Quick Connections. 
10 
A C R O S S  
8 
5. ____ is the process of pairing employees with 
seasoned professionals in their fields who counsel, guide 
and coach for personal and professional development. 
6. ________ consists of the company's position 
with respect to any issue and related laws, bills, 
regulations or governmental proposals that affect the 
BCBSF family of companies, our members and the 
health insurance market. 
7. Employment or payroll information can be verified 
quickly and easily through the ____ _ 
___________ _, an automated system 
you can access 24 hours a day, seven days a week, by 
telephone and provides information in minutes. 
8. BCBSF's Employee Assistance Program provider is 
9. In order to be successful in the complex and 
turbulent health care environment, we need to 
accept ___ intelligently. 
10. _____________ is committed 
to enhancing the quality of life in our communities 
using our strength, experience and commitment. 
■ ■ 
D OWN 
1. When an employee 
performs normal job 
duties and responsibili­
ties from a combination 
of locations, but the 
employee does not have 
a designated work site 
at BCBSF, it is called 
2. The ____________ helps attract, 
retain and motivate employees by providing additional, 
performance-based earnings opportunities for 
employees not participating in other company 
incentive plans. 
3. The Safety and Security Department at BCBSF 
is committed to providing quality ____ to all 
employees. Their primary goal is that employees 
enjoy a safe and secure work environment. 
4. One of BCBSF's most effective recruiting tools 
is the ____ ________ . 
CELEBRATING YOUR ROLE IN OUR SUCCESS 
